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| ntroduction

In accordance with the City Auditor’s 2000-01 Audit
Workplan, we reviewed the property appraisal operations of the
Department of Public Works — Real Estate Division. We
conducted this audit in accordance with generally accepted
government auditing standards and limited our work to those
areas specified in the Scope and Methodol ogy section of this
report.

The City Auditor’s Office thanks the Department of Public
Works — Real Estate Division for their time, information,
insight, and cooperation during the audit process.

Background

Mission

Budget And Saffing

The Real Estate Division (Division) is under the Department of
Public Works (DPW).

The mission of the Real Estate Division isto provide quality
and cost effective real estate servicesin atimely manner to City
Departments and the Redevelopment Agency in support of the
Capital Improvement Program and for the benefit of the
citizens of the City of San Jose. These services are performed
while assuring the City’ s compliance with applicable local,
state, and federal government laws and regulations.

The Public Works Real Estate Division’s 2000-2001 operating
budget is $1,360,687, which includes $1,260,304 for personal
services and $100,383 for non-personal services. About
$407,000 of the Division's budget comes from the General
Fund. The remainder comes from other funding sources,
including the City’s Capital Improvement Program. The
Division’s 2000-2001 staffing is 15 full-time positions.

Exhibit 1 shows the Division’s organization chart.
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Exhibit 1 Department Of Public Works Real Estate Division
Organization Chart

ADMINISTRATIVE

OFFICER
—
SECRETARY
WORD/MICRO
PROCESSOR OPERATOR
SUPERVISING REAL SUPERVISING REAL
PROPERTY AGENT PROPERTY AGENT
Acquisition/Relocation Acquisition/Relocation Property Management Appraisals/ Dedications Surplus Property
REAL PROPERTY REAL PROPERTY REAL PROPERTY REAL PROPERTY REAL PROPERTY
AGENT Il AGENT Il AGENT Il AGENT II AGENT II
REAL PROPERTY REAL PROPERTY REAL PROPERTY REAL PROPERTY
AGENT Il AGENT Il AGENT Il AGENT II
REAL PROPERTY
AGENT Il
Division Services Real Estate Division services include appraisal, acquisition,

relocation, property management, surplus real property sales,
site feasibility analysis, and City Council or City Manager-
directed special projects.

Appraisal Services

The Real Estate Division contracts out for, administers, and
reviews the work of independent fee appraisers. The contract
appraisers' reports alow the City to determine the “ Fair Market
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Value’ for acquiring or disposing of properties. Our audit
covered the period from July 1996 through March 2000.
During that period, the Division administered the appraisals of
266 parcels valued at over $106 million that the City either
acquired or disposed of or was in the process of doing so.

Acqguisition Services

The Real Estate Division isthe lead organizational unit that
acquiresinterestsin real property to support the City’s Capital
Improvement Program. Division staff either performs or
coordinates the activities necessary for a successful Right of
Way acquisition. Right of Way projects include, but are not
limited to, streets, bridges, sewers, parks, public buildings, and
transactions with other agencies.

The acquisition process involves the following typical steps:

e Contract preparation;

e Formal offers of “Just Compensation” to property
owners,

o Negotiation of businessterms;

e Request for approval of purchase agreements; and

e Support of the condemnation process in the event that a
negotiated agreement can not be reached.

Relocation Services

Some City projects cause business or residential owners and/or
tenants to be displaced from their existing locations. The Real
Estate Division contracts for, administers, and reviews
relocation plans necessary for City and Redevelopment Agency
projects. The Division administers and assures that the adopted
relocation plan isimplemented and that rel ocatees receive the
benefits to which they are entitled.

Property M anagement

With the exception of Airport operating properties, the Division
provides property management services for City operations.
These services include leasing of office space, parking, and
land for various City operations. Leasing involves determining
the needs of the client, verifying funding, identifying available
sites, negotiating agreements, acquiring necessary approvals,
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The RDA Model

coordinating tenant improvements, and on-going occupancy
issues between the City and landlords.

The Division aso leases out building and property for the
purposes of income generation, providing space to City-
supported non-profit and community based organizations, and
occupied property acquired as aresult of City projects.

The Division determines and verifies property ownership,
coordinates the fencing and clean up of City-owned property,
and works closely with citizens to resolve any issues
concerning City-owned property.

Surplus Real Property Sales

The Division is also responsible for the processing of surplus
real property sales and transfers for revenue generation.

The Mayor’s Budget M essage dated March 14, 2000, directed
the City Administration to look to the Redevelopment Agency
(RDA) as an examplein restructuring the Real Estate Division.

“ There should be no additional staffing in the Real
Estate Division until the audit of that divisionis
completed. The Administration isdirected to

reeval uate the structure of the Public Works
Department in thisdivision aswell. Thisreview
should focus on alter native methods of service
delivery, including greater outsourcing of real estate
functions, to better manage workload cycles. The
Redevelopment Agency is currently restructuring its
real estate organization in this manner, and the
Administration should look to the Agency as an
example.”

The City Administration’s response to the Mayor’ s referral is
shown in Appendix B.

We contacted the RDA to determine the Agency’ s practices
with regard to property appraisals.

Exhibit 2 compares the City’s Real Estate Division to the RDA
in the administration of property appraisals.
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Exhibit 2 Comparison Of The Real Estate Division’s Appraisal
Process To The RDA Model

Service Area Redevelopment Agency Real Estate Division
Complex Appraisals* 30 to 40 appraisals per year. 20 to 30 appraisals per year. All
All appraisals are contracted complex appraisals are
out. contracted out.
Noncomplex Appraisals* 10to 20 appraisals per year. All | 3to 6 appraisals per year. The
(under $10,000 valuation) appraisals are contracted out. Division’s policy isto contract

out Noncomplex Appraisals.

Appraisal Reviews

Independent reviewer reviews
approximately 36% of the
appraisal reports. In-house staff
reviews the remainder.

Independent reviewers review
approximately 61% of the
appraisal reports. In-house staff
reviews the remainder.

Title Services

Title services are part of the
RDA'’s contract with Cutler &
Associates, Inc.

The Division provides in-house
title services and works with
two Title Insurance companies
for title insurance. This service
isaso provided to other City
departments for a variety of
other non-property appraisa
purposes, such as property
boundaries, easements, and
restrictions.

Appraisal Administration

Staff oversee the master
contract which effectively shifts
the appraisal oversight to Cutler
& Associates, Inc.

The Division is responsible for
contracting and monitoring
appraisals, reviewing and
following-up of appraisals, and
filing of appraisal documents.

Compliance with Standards

The Real Estate Coordinator’s
position, which had Compliance
and Standards responsibilities,
is now being handled through
the master contract with Cutler
& Associates, Inc.

The Division ensures
compliance with the Uniform
Standards of Professional
Appraisal Practice through a
documented appraisal review.

Timeliness and Cost Targets

The RDA staff analysts, aswell
as Cutler & Associates,
maintain and periodically
review records and schedules
for each project.

The Division maintains a
Master Work Request File and
keeps arecord of independent
appraiser contract costs and
property appraisal completion
dates.

* According to the California Department of Transportation (Caltrans), noncomplex appraisals
are distinguished from complex appraisals in that noncomplex appraisals generally have the
following characteristics. (a) thereis no serious question as to highest and best use; (b) adequate
market datais available; (¢) substantia damages and benefits are not involved; and (d) thereisno
substantial decrease in market value due to the presence of hazardous materials or waste.
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Audit Scope,
Objectives, And
M ethodology

The objective of this audit was to determine the timeliness of
the Real Estate Division’s appraisal services and the adequacy
of the management control system for measuring, reporting,
and monitoring the Division’s operations. Our focus was on
the administration of appraisal services, including the
preparation of title reports, the hiring of independent appraisers,
documentation of appraisals, and the review of the appraisal
products. For thisreport, we did not review

Acquisition/Rel ocation, Property Management, and Surplus
Property functions.

The scope of our review was the three and a half year period
from July 1996 through March 2000. During this period, the
Real Estate Division administered the appraisals of 266 parcels.
However, we found appraisal reports for only 228 of the 266
parcels. The 228 parcelsfound were appraised in 79 appraisal
reports.

Of those 79 appraisal reports, we excluded from our analysis
for this report the following appraisals:

e 7 appraisal reports for which certain processing date
information was not available. (We discuss the issue
regarding missing or incomplete files on page 27 of this
report.)

e 15 appraisal reports which were transferred to the
Redevelopment Agency (RDA) when the RDA took
over the administration of its own Real Estate
operations.

Asaresult, our analysisis based on the remaining 57 appraisal
reports.

To review the appraisals and the appraisal process, we
performed the following:

e [nterviewed Read Estate Division staff and reviewed
appraisal files;
o Interviewed RDA and City Attorney staff;

¢ Interviewed other City departments who used the Real
Estate Division services;

¢ Reviewed the work the Division staff performed to
determine that the appraisal products complied with
acceptable appraisal practices; and
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e Analyzed the timeliness and compl eteness of the
appraisal products and appraisal reviews.

We aso contacted the California Department of Transportation
(Caltrans) and surveyed other jurisdictions regarding their real
estate appraisal practices.

Finally, we contacted the Division’ s independent appraisers.
The independent apprai sers made several comments and
suggestions regarding the Division’s appraisal process, which
we shared with the Real Estate Division in a separate
memorandum.

As part of our review, we tested the completeness of the
Division’s Appraisal Inventory spreadsheets we used during
our audit. We did not review the general and specific controls
for inputting and safeguarding of the data and ensuring the
timeliness of the information contained in the spreadsheets.

Major
Accomplishments
Related To This
Program

In a memorandum, the Real Estate Division manager informs
us of mgjor program accomplishments. The Real Estate
Division considers as its major accomplishment the
implementation of the key recommendations for process
improvements the Division’s reengineering effort identified
two years ago. See Appendix C for amore detailed description
of the Division’s mgjor accomplishments.
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The Real Estate Division Can Improve
Upon Its Administration Of The
Property Appraisal Process

When the City of San Jose purchases property, it provides the
owner a Statement of Just Compensation, based on a “ market
value appraisal.” The Real Estate Division (Division) of the
Department of Public Works (DPW) is responsible for
administering the City’ s appraisal activities and ensuring that
the appraisals conducted on behalf of the City are performed
efficiently, competitively, and in accordance with accepted
appraisal standards. We found that the Division has
streamlined its process for contracting out appraisal services.
However, we found that the Division can still improve its
property appraisal process. Specifically:

e The Division can make the appraisal review process
more efficient;

e The Division does not competitively select contract
appraisers,

e The Division can improve its documentation of the
appraisal process;

e The Division does not sufficiently cross-train staff for
title report services;

e The Division’'sfiling system caused operational
inefficiencies;
e The Division lacks written procedures and those written

procedures it does have are not in the prescribed DPW
format; and

e The Division can improve its project tracking system.

The Division can improve its administration of the real estate
appraisal process by (1) ensuring that staff comply with the ten-
business days requirement for appraisal reviews, (2) specifying
the expected completion date for the entire appraisal review and
approval process in the Work Request form, (3) developing a
competitive process for contractor selection, (4) improving its
documentation of appraisal reviews, (5) training backup staff to
perform title report services, (6) continuing development of its
File Locator Database Program, (7) developing written
procedures, and (8) developing a project tracking system that
will track targeted and actual dates on a project by project basis.
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The Statement Of
Just Compensation

When the City of San Jose purchases a piece of property, it
provides the owner a Statement of Just Compensation, based on
amarket value appraisal. The following excerpt from the

City’ s standard purchase offer document describes the City’s
Statement of Just Compensation:

“ This statement constitutes the City of San Jose's
written offer to purchase real property fromyou for an
approved City Project. The amount of Just
Compensation offered is ... presented in compliance
with applicable State and Federal Laws... The market
value of the property being purchased is based on a
mar ket value appraisal prepared in accordance with
accepted appraisal procedures.”

Article I, Section 19 of the California Constitution states
“Private property may be taken or damaged for public use only
when just compensation, ascertained by ajury unless waived,
has first been paid to, or into court for, the owner.”

According to the California Department of Transportation
(Cdltrans) Handbook, “An appraisal is necessary to ensure
compliance with the Constitution in arriving at a conclusion of
just compensation. The basic document in all appraisalsisthe
Appraisal Report. It contains the appraiser’s estimate of fair-
market value and all data and narrative necessary to support the
appraiser’s conclusions.”

The Real Estate
Division’s
Appraisal Services
Responsibilities

10

The Real Estate Division is responsible for administering the
City’ s appraisal activities and for ensuring that the appraisals
conducted on behalf of the City are performed in accordance
with accepted appraisal standards. The Division provides a
range of appraisal services to support various City projects.
The Division also contracts out for, administers, and reviews
the work of independent fee appraisers. While the Division has
the capability to provide estimates of value utilizing existing
City staff, all written appraisals are obtained on a contractual
basis.

Appendix D describes the process the Division follows in
administering appraisals and reviewing the appraisal reports.
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TheDivision Has
Streamlined Its
Contracting
Process For
Contract
Appraisers

The Division implemented a Master Agreement method for
contracting with independent appraisersin August 1998. Prior
to August 1998, the Division prepared and processed separate
contracts for each individual appraiser. The Master Agreement
method allowed the City to enter into a single contract with a
firm and then approve individua assignments without the need
to create individual contracts. Based on a study the Division
conducted, the adoption of this contracting method has speeded
the preparation and processing of appraisal projects.

The Division’s
Justification For
Using Contract
Appraisers

According to Division Management, the Division currently
does not have staff to perform appraisals. It ismore
economical for the City to hire contract appraisersfor the
following reasons:

e Since appraisal work is cyclical, the current staff may be
hard pressed to complete appraisal assignments on time
when peak workloads occur. The result would be either
project delays or low quality work.

e Appraisalsrequire the services of California Certified
Appraisers. According to the Director of Public Works,
“In order to provide the same level of professional
capacity and experience with City staff, the City would
have to recruit and retain individuals with comparable
qualifications and experience as that now provided by
consultants. In light of the strong real estate market and
associated demand for appraisal services, itis
questionable whether the compensation provided as a
Real Property Agent would attract and retain California
Certified Appraisers qualified as expert appraisal
witnesses in City employment.”

e Appraisals performed by contract appraisers are more
likely to be perceived as unbiased. Because the
perception of biasis reduced, the agent is more effective
in representing the City in acquisition negotiations.

City Staff Can
Perform Appraisal
Reviews

Unlike the contracted appraisals described above, the appraisal
review is aresponsibility that City staff can perform.

According to the Real Estate Division’s appraisal procedures,
“Thisisareview of either aFull-Narrative Appraisal or
Restricted Letter Appraisal. An Appraisal Review isnot an
Appraisal; it isacritique of an Appraisal.” The procedures aso

11
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Exhibit 3

state that “ Thiswork (appraisal review) may be performed by
Division staff...”

The appraisal reviewer recommends either (1) approva of the
appraisal, (2) approval of the appraisal subject to edits or
clarification the appraiser needs to provide, or (3) disapproval
of the appraisal. The reviewer supports his or her conclusions
with commentary as to data, reasoning, and conclusions
contained within the appraisal, as well as completion of the
Division’s Appraisal Review and Report Format Checklists.

We reviewed 79 appraisal reports that the Division received
from July 1996 through March 2000. Of the 79 appraisal
reports, the Division contracted out appraisal report reviews for
48 at a cost of $47,100 and performed 31 appraisal report
reviews using in-house staff. Exhibit 3 shows the results of the
79 appraisal report reviews.

Results Of Appraisal Reviews From July 1996
Through March 2000

Number Of
Appraisal
Reviewer Recommendation Reviews | Percent

Approval of the appraisal 44 56%
Approval of the appraisal subject to 18 23%
edits or clarification the appraiser
needs to provide
Disapproval of the appraisal 17 21%

TOTAL 79 100%

TheDivision Can
Make The
Appraisal Review
ProcessMore
Efficient

12

We analyzed the appraisal review process performed by
contractors and in-house staff (described in Appendix D) to
determine its impact on the timeliness of the entire appraisal
process. Based on our examination of 57 appraisal report
reviews, we found that the number of days from the date the
appraisal report was completed to the date the appraisal report
was reviewed for acceptance or rejection ranged from 2 to 162
business days (2 to 231 calendar days), with an average of 43.9
business days (63.4 calendar days).

Our survey of the other City departments who were the
Division’s customers revealed that some customers felt that the
Division’s process for reviewing and approving appraisal




Finding |

reports takes much longer than necessary. These customers
indicated that the Division needs to improve the timeliness and
coordination of the property appraisal process. Of the four
customers we interviewed, three expressed dissatisfaction with
the Division’ s responsiveness and ability to complete projects
without delay. Of the three dissatisfied customers, one
questioned the additional cost of contracting out appraisal
reviews. Specifically, this customer commented that the
Division aready has agood list of certified appraisers and that
“the additional review and cost is overkill when you've
developed your list and know your appraisers.”

According to Division Management, appraisal reviews are
necessary to ascertain that the appraisal product isin
compliance with appraisal standards. The appraisal review isa
critique of the appraisal report that aids management in
deciding whether to approve, amend, or reject the appraisal
report. The appraisal review requires additional time,
especidly if the appraisal reviewer raises questions about the
appraisal report, since the Division staff has to research the
issues and resolve the questions with the appraiser and the
appraisal reviewer. For thisreason, the Divison hasanin-
house standard that requires appraisal reviews to be completed
within ten business days.

While appraisal reviews can be viewed as an essential part of
the appraisal process, the Division can make the appraisal
review process more efficient by:

1. Implementing staff assignment and monitoring procedures
to ensure that staff adhere to the ten-business days
reguirement to complete appraisal reviews and

2. Setting target dates for the entire appraisal review process
and making staff accountable for meeting the target dates.
(See page 16 for adiscussion of thisissue.)

Timeliness Of The
Appraisal Review
And Approval
Process

As mentioned above, the number of days from the date the
appraisal report was completed to the date the appraisal report
was accepted or rejected ranged from 2 to 162 business days
(2 to 231 calendar days), with an average of 43.9 business days
(63.4 calendar days).

We compared the timeliness of the appraisal review and
approval process when a contractor performed the appraisal
review to the timeliness of the process when in-house staff

13
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Exhibit 4

performed the appraisal review. Our analysis showed that
contract reviewers took from 2 to 13 business days (2 to 20
calendar days), with an average of 7.8 business days

(12.2 calendar days), to do an appraisal review, while in-house
staff took from 1 to 160 business days (1 to 229 calendar days),
with an average of 39.5 business days (58.4 calendar days) to
do appraisal reviews.

Exhibit 4 compares the total appraisal approval periodsfor in-
house-reviewed and contractor-reviewed appraisals.

Comparison Of Average Appraisal Approval
Periods In Business Days For Staff-Reviewed And
Contractor-Reviewed Appraisals

Combined

17.9 7.8 11.6

Appraisals

Contractor-Reviewed

Staff-Provided
Appraisals
=
w
©o
(6]

o«
I

0 5 10 15 20 2B 30 35 40 45

‘ OAssignment Time OReview Time M Approval Time ‘

Why Staff-
Reviewed
Appraisals Take
So Long

14

We interviewed the Real Property Agent assigned to property
appraisals to determine the reason why in-house staff took so
long to review appraisals. According to the Real Property
Agent, some appraisal reports may have sat on the staff’s desk
unreviewed for several weeks because other assignments were
given higher priority. At other times, staff may have put off
completing the appraisal review because the staff member
assigned to perform thistask was out on sick leave or vacation.
Thus, alack of assignment priorities, staff availability, or
supervisory monitoring caused in-house-reviewed appraisals to
take too long.

The Division has maintained multiple means to monitor
appraisal assignments, including the Division’s “Overview of
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Work Requests’ spreadsheet and the Supervising Real Property
Agent’s White Board Log. Division Management counseled
staff when they did not meet established guidelines. For the
period we reviewed, these procedures appeared to be
insufficient to ensure that staff met established guidelines. The
total in-house average review period of 39.5 business days
exceeds the Division's appraisal standard, which allowsin-
house staff only “ten business days’ to review property
appraisals.

If staff were clearly assigned to perform appraisal report
reviews and management monitored their performance to
ensure adherence to their own ten-business days requirement,
the Division could reduce its average time to review and
approve appraisals from 49.8 business daysto only 20.3
business days—a reduction of 59 percent.

We recommend that the Division:

Recommendation #1

Implement staff assignment and monitoring proceduresto
ensurethat staff adhereto the ten-business days
requirement to complete appraisal reviews. (Priority 3)

Potential
Advantages Of In-
House Appraisal
Reviews

It should be noted that Division Management prefersto use
independent contractors for appraisal reviews. According to
Division Management, the outside contractors have
demonstrated their ability to meet deadlines and produce cost-
effective, comprehensive, and professional reviews.

However, based on our interviews with staff and surveys of
other jurisdictions, in-house appraisal reviews also have the
following potential advantages that can help the Division
improve the timeliness of the appraisal review process.

¢ In-house staff iswell qualified to perform appraisal
reviews. It should be noted that the Division has
maintained its status as a prequalified agency for
Caltrans right-of-way work partly based on the
gualifications and performance of in-house staff.

e The Division has implemented appraisal review tools,
such as the appraisal review checklist, to help its staff
perform appraisal reviews accurately and efficiently.

15
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The Division does not have to coordinate with the
independent reviewer or administer a separate contract.

In-house staff is already knowledgeable about the
appraisal report and can communicate directly with the
independent appraiser to resolve any appraisal review
findings.

Division Management has direct control over in-house
staff and therefore can schedule the activities of in-
house staff to ensure that staff completes the appraisal
reviews on time.

While conducting the appraisal review, the in-house
staff can consult with Division Management to resolve
questions and problems regarding the appraisal report,
thus eliminating the need for alengthy appraisal review
report.

For the above reasons, it is our opinion that in-house appraisal
reviews can also be effective and efficient.

It should also be noted that other jurisdictions rely on in-house
staff to perform appraisal reviews. Specifically, of the 13
jurisdictions we surveyed, ten stated that they primarily
perform their appraisal reviews in-house.

Expected The Division can help ensure efficient and timely appraisal
Completion Date reviews by establishing expected completion dates for the entire
For TheEntire appraisal review process. The Division’s appraisal procedures
Appraisal Review require “ten business days’ for the actual appraisal review that
Process in-house staff performs and the Notice to Proceed specifies the

expected completion dates for contracted appraisal reviews.
Furthermore, the Master Appraisal Agreement states,

“ CITY s acceptance of Appraisal Report or demand
for revisions shall occur no later than sixty calendar
days after submission of the Appraisal Report.
Failure of CITY to accept or demand revisionsto an
Appraisal Report within sixty calendar days shall be
deemed an acceptance.”

However, in the Division’s Work Request form, Division
Management does not complete the “Due Date” field. Thus,
when staff receives an appraisal review assignment, the “Due
Date” field isleft blank and there is no documentation of the
specific expected compl etion date on the Work Request form.

16
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Conversely, the Division documents the expected completion
date in the Notice to Proceed when the Division contracts out
the appraisal review. To ensure that the independent reviewer
completes the review on time, the Division has added a
liquidated-damages provision in the contract, which states that
the “ Appraisal Reviewer shall be assessed liquidated damages
of fifty dollars per day for each calendar day the appraisal
review report is delinquent beyond the date specified...”

Thus, the Division documents and enforces target dates for
independent reviewers, but not for in-house staff. The Division
also does not document or enforce target dates for the periods
before and after the appraisal review. In our opinion, the
Division should indicate the expected completion date for the
entire appraisal review and approval processin the Work
Request form, whether the Division contracts out the appraisal
review or assignsit to in-house staff.

Furthermore, even the guideline for the in-house appraisal
review may be too generous for some appraisal reviews.
According to the Real Property Agent assigned to property
appraisals, straightforward appraisals may require no more than
three hoursto review, while more complicated appraisals may
take up to two weeks. Thus, it is appropriate to specify the
expected completion dates for individual work requests.

According to Division Management,

“To additionally identify that date within the Work
Request formis not only redundant but may also be
impossible to calculate because the Work Request
Formis prepared at the initiation of an assignment
prior to the preparation of a Notice To Proceed which,
after discussion with the appraiser, includes a specific
due date for the appraisal product and furthermore as
noted within the Master Agreement for Appraisal
Services the deadline for final acceptance is based
upon the date of the Appraisal Report which may be
prior to or after the due date.”

The benefit of identifying the expected completion date for the
entire appraisal processis that staff becomes accountable for
the entire process rather than for portions of it. Furthermore, by
recording the date in the Work Request form, the Division
documents the date the customer can expect the appraisal
product. Should the Division find the need to change the

17
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expected completion date later, the Division can do so by
documenting the new date with arevised Work Request form.

We recommend that the Division:

Recommendation #2

Specify the expected completion date for the entire
appraisal review and approval processin the Work Request
form. (Priority 3)

The Division Does
Not Competitively
Select Independent
Appraisers

18

Asof April 30, 2000, the Division had Master Agreements with
seven independent appraisers and one Master Agreement with
an independent appraisal reviewer. As mentioned on page 11
of this report, the Master Agreement method that the Division
implemented in 1998 has streamlined the preparation and
processing of appraisal contracts. This contracting method can
be further improved by using aformal competitive processin
selecting independent appraisers.

The Division did not select the contractors based on aformal
competitive process, such as a Request for Proposal (RFP) or a
Request for Qualifications (RFQ). Rather, most of the
independent appraisers who have Master Agreements for
performing property appraisals for the City are contractors with
whom the Division has had a long-time working relationship.
The Division has also added some appraisers to the list within
the past two years without the RFP or RFQ process.

City policy alows City departments to exclude from the
RFP/RFQ process any contract under $50,000. The City’s
Contract Administration and Management Guidelines provide
the following requirement: “Conduct RFP/RFQ process for all
contracts exceeding $50,000, or as appropriate... For contracts
between $5,000 and $50,000, conduct a competitive process...,
if practicable.”

The individual amounts of the Master Agreements for
independent appraisers do not exceed $50,000. Therefore, the
Division is operating within City guidelines. However, the
agreements, as a group, total more than $300,000. In our
opinion, the total amount of all the Master Agreements warrants
a competitive selection process.

The main benefit of a competitive processisthat it will allow
the City to obtain suitable independent appraisal services at the
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best possible prices. A competitive process will also provide
additional opportunities for individuals to compete for
government business.

Furthermore, sound government contracting practice
emphasizes competition. According to the National
Association of State Purchasing Officials, “In principle,
competition is the centerpiece around which the public
contracting process turns. The importance of competition
demands that acquisitions be made under conditions which
foster competition among a sufficient number of potential
vendors representing a wide spectrum of products or services
and marketplaces. Thisis a precept upon which purchasing
statutes should be anchored.”

Our survey of other jurisdictionsindicated that 12 of 13
jurisdictions surveyed follow aformal competitive processin
selecting contract appraisers. For example, about three years
ago, the Los Angeles Bureau of Engineering, which oversees
the real estate function, issued an al-encompassing RFQ to
firms who may wish to do business with the Bureau. Based on
the responses to the RFQ, the Bureau established allist of
qualified firms and set up an “umbrella contract” (Master
Agreement). Approved firms then bid competitively on
specific projects.

The City of San Jose has traditionally selected independent
apprai sers meeting the following four criteria:

e Hold Senior designation from a nationally recognized
appraisal organization;

e Qualify asan Appraisal Expert Witnessin Santa Clara
County;

e Have provided the City of San Jose Department of
Public Works Real Estate a sample of their work
consistent with the standards required by the Division;
and

e Have provided similar services for other government
entities.

These qualifications for the City’ s independent appraisers,
along with the Division’s Master Agreement process, can be
accommodated in a competitive contracting strategy using an
RFP or RFQ process. Again, according to the National
Association of State Purchasing Officials, “ Procedural

19



Property Appraisal Process

requirements such as maintaining lists of qualified bidders
categorized by classes of commodities and services and giving
public notices of Requests for Bids and Requests for Proposals
are helpful in obtaining competition. They need to be
supplemented, however, with an understanding on the part of
the purchasing staff that adequate competition means seeking
responses from known qualified suppliers consistent with the
size and nature of the intended purchase, while continuously
seeking to add to the list of qualified suppliers by locating new
sources.”

In our opinion, the Real Estate Division should establish a
competitive strategy in selecting independent appraisers for
future Master Agreements for property appraisals by using an
RFP or RFQ process.

We recommend that the Division:

Recommendation #3

Establish a competitive process for selecting independent
appraisersfor future property appraisal Master
Agreements. (Priority 3)

The Division
Should Document
That The Appraiser
It Selected From
The Master
Agreement List
Was The L owest
Bidder Or Provide
An Explanation As
ToWhy The

L owest Bidder Was
Not Chosen

20

The Real Estate Division’s appraisal procedures provide the
following guideline for selecting the actual appraiser who will
perform a specific appraisal project:

“ At the Agent’ s discretion they may pick any of the
Appraisers with whom the City has an existing Master
Agreement.”

Based on the guideline stated above, the Division staff is not
required to obtain competitive written quotes from the
appraisers who have Master Agreements with the City, nor is
staff required to choose the low bidder if it obtains such
additional quotes. According to the Real Property Agent, he
usually obtains informal quotes from more than one appraiser
before making a selection. However, the Agent does not
document the individual quotes from the appraisers or the
justification for selecting a bidder other than the lowest bidder.

In our opinion, the Division should obtain at least two quotes
when an appraisal project islet out to independent appraisers.
The Division should also document these quotes, along with the
justification for selecting an independent appraiser other than
the low bidder.
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According to Division Management, the Division has not
received any complaints from the independent appraisers
regarding the Division’s selection process. However, the
absence of complaintsin the past will not guarantee the same
for the future. The benefit of obtaining and documenting more
than one quote isthat it provides evidence that the Division is
vigilant in guarding against any favoritism in the selection of
independent appraisers. According to the book, State and
Local Government Purchasing,

“...()nitsduty of representing the taxpayer’sinterest,
public purchasing must carry out its work under
public scrutiny.”

We recommend that the Division:

Recommendation #4

Establish proceduresthat require staff to (a) take at least
two quotes when letting out an appraisal project to an
independent appraiser; (b) document individual quotesfor
appraisal projects; and (c) justify in writing the selection of
an independent appraiser other than the low bidder.
(Priority 3)

TheDivision Can
Improvelts
Documentation Of
The Appraisal
Process

The Division Did
Not Consistently
Apply The Appraisal
Review Checklists

Our audit disclosed four areas where the Division can improve
its documentation of the appraisal process:

e The Appraisal Review checklist should be consistently
applied;

e The Parcel Diary should be prepared for all appraisal
projects,

e How the Division resolves the appraisal reviewer’s
findings should be documented in the appraisal file; and

e The Division should complete the Appraisal Inventory
spreadsheet.

The Division requires appraisal reviewers to complete appraisa
review checklists to ensure that appraisals are prepared in
accordance with accepted appraisal standards and practices.

These checklists are useful tools for ensuring that the review
coversal the critical itemsin the appraisal. The checklists also
help make the appraisal review efficient and provide a ready
reference when the reviewer meets with the independent
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The Parcel Diaries
Were Either Missing
Or Incomplete

22

appraiser. Finally, the checklists document the actions
performed during the review and the review findings the
appraisal reviewer discovered.

Our review of appraisals the Division received from July 1996
through March 2000 disclosed that the appraisal review
checklists were not on file in 28 of the 79 appraisal report files.

In our opinion, the Division should ascertain that the appraisal
reviewers complete the appraisal review checklist for al
appraisal reviews.

We recommend that the Division:

Recommendation #5

Ascertain that the appraisal reviewers comply with the
requirement to completethe appraisal review checklists for
all appraisal reviews. (Priority 3)

The Parcel Diary summarizes the activities of the staff in
completing the assignment. The diary reflects the status of the
agent’ s contacts and documents his or her conversations with
all interested parties. We noted that the Parcel Diary was either
missing or incomplete for 49 of the 79 appraisal report files.

The consistent use of a Parcel Diary should help in ensuring
completeness of project files by serving as a chronological
index of the documentation in the project file. Because the
Parcel Diary includes the dates and description of the
memoranda or forms that should be in the project file, a
reviewer would know immediately if certain documents are
missing from the file.

In our opinion, the Division should require the appraisal staff to
keep a Parcel Diary for each appraisal and to file it with the
appraisal report and appraisal review.

We recommend that the Division:

Recommendation #6

Requirethe appraisal staff to keep a Parcel Diary for each
appraisal and tofileit with theappraisal report and
appraisal review. (Priority 3)
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How The Division
Resolves The
Appraisal
Reviewer’s Findings
Should Be
Documented In The
Appraisal File

The Division Should
Complete Its
Appraisal Inventory
Soreadsheet

We reviewed four appraisal filesin which the appraisal
reviewer did not recommend acceptance of the independent
appraiser’ sreport. In explaining his conclusion regarding the
appraisal report, the appraisal reviewer listed a number of
problems or deficienciesin the appraisal report. According to
Division Management, the staff researched and resolved all of
the problems and deficiencies the reviewer noted. However,
we noted that the staff did not consistently document the
resolution of the problems and deficienciesin the appraisal
files.

In our opinion, the Division should require staff to document in
the appraisal files how the staff resolves the appraisa
reviewer’ s findings.

We recommend that the Division:

Recommendation #7

Requirethe staff to document in the appraisal files how the
staff resolvesthe appraisal reviewer’sfindings. (Priority 3)

The Division maintains an Appraisal Inventory spreadsheet in a
Microsoft Excel file to keep track of its appraisal reports. The
spreadsheet contains information on the project name, address,
owner name, assessor’ s parcel number, and appraisal report
completion dates. Management and staff use this spreadsheet
to locate completed appraisals in the Division’sfiles and to
summarize appraisal report production for management reports.

We tested the spreadsheet for completeness. Based on our test
we found 107 incompl ete entries, which constituted about 6%
of all entriesas of April 12, 2000.

In our opinion, the Division should complete the missing or
incomplete entriesin its Appraisal Inventory spreadsheet.

We recommend that the Division:

Recommendation #8

Complete the missing or incomplete entriesin the Appraisal
Inventory spreadsheet. (Priority 3)
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Cross-training And  Before an appraisal is conducted, a preliminary title report has
Procedures For The to be prepared to ascertain proper ownership of the property. A

Divison’'sTitle
Report Services
Were lnsufficient

24

title report is basically areport on the condition of the
ownership of apiece of property. In conducting research for a
title report, atitle company hasto review all conveyances of the
subject property, such as deeds or wills, and legal proceedings,
including the names of the parties, the description of the land,
and the documents to show the continuity of ownership. A title
report isacritical prerequisite in the appraisal process because
an appraisal will be of little value if an undisclosed defect exists
in thetitle to the property.

According to Alfred A. Ring in his book, The Valuation of
Real Estate, “For appraisal purposes, it must be assumed that
the title to the subject property is free and clear, unless
otherwise and expressly stated, and that no encumbrances
restrict the full use of the property except those covered by
zoning and deed restrictions as shown on public records.”

To ensure that preliminary title reports are secured before the
appraisal is conducted, the Division coordinates with the two
title insurance companies that provide preliminary title reports
to the City. According to the staff who isin charge of this
function, he often has to research thetitle history of a piece of
property the City wishes to acquire or dispose of to establish
the property ownership and limits, so that the title company can
confirm that the property exists and the title can be insured.

In addition, other City departments often request the Division to
provide title services related to property boundaries, easements,
and restrictions. Because determining ownership of a piece of
property is abasic function of the Real Estate Division, thisin-
house title service is critical not only to the appraisal process,
but also to the other Division projects.

The in-house title services the Division provides include:

e Chain of title research;
e Ownership information;
e Litigation support; and

e Coordination with the Survey Section of the Department
of Public Works.
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Our review of the Division’sfiles did not disclose any
complaints regarding the Division’ s title services. However,
we found that the Division currently relies heavily on only one
staff member to providetitle services. In our opinion, should
this staff member become unavailable, the Division cannot
provide title services for itself or other City departments.

The staff member also has devel oped research techniques and
established contacts with staff from other City Departments, the
County of Santa Clara, and local title companies. However,
this staff member has not documented his institutional
knowledge. In addition, we learned that the Division has not
developed performance criteria and qualifications for the title
services function.

In our opinion, the Division should develop performance
criteriaand qualifications for City staff that are assigned to
perform title services, document title services procedures, and
assign and train backup staff to perform title services.

Accordingly, we recommend that the Division:

Recommendation #9

(a) Establish performance criteria and qualificationsfor
staff assigned to perform title services; (b) writethetitle
services proceduresthe Real Estate Division provides; and
(c) assign and train backup staff to perform title services.
(Priority 3)

TheDivision Is
Finding It Difficult
To Retain The
Services Of Title
Companies

The Real Estate Division works with only two title insurance
companies because it has not been successful in retaining the
services of other title companies. According to Division
Management, this situation is aresult of business conditions
within the title community (an active real estate market and a
reduction in qualified title examiners) which have caused title
companies to focus their resources on work that is more
profitable than City assignments.

The City uses the title companies for the following services:

e Preliminary Title Reports,
e Escrow Services; and
e Title Insurance.
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In our opinion, because the City is limited to only two title
companies, the City may not be able to obtain the most
economical or efficient title services.

To verify whether the local title companies are indeed
unwilling to compete in providing servicesto the City, we
contacted eleven title companies. Of the eleven title companies
we contacted, seven stated that they are not interested in
performing title work for the City of San Jose. According to
the title company representatives, the level of title search the
City requires for public projectsis too time-consuming to be
profitable work for them. However, four title companies
(including the two who already perform title work for the City)
stated that they have access to a database of historical
information and transactions of City properties and are
therefore willing to perform City work.

While our survey confirmed that the majority of local title
companies are unwilling to provide title services to the City, we
did identify two additional companies that are willing to work
with the City. Specifically, representatives at thesetitle
companies stated that they would be willing to work with the
City if approached in the future. When we informed the
Division of our findings, the Division provided us the following
response:

“The Division had utilized the services of 1 of the 2
referenced title companies and found their work to be
unreliable as to both quality and timeliness of
response and that the 2™ referenced company had
‘split off’ from one of the two companies that the
Division does utilize and in fact did not have the
historical database as necessary for the title searches
done on behalf of the City. The Real Property Agent ||
and Division Manager have together met with Title
companies to ascertain their interest in providing
services to the City and if not, why not. The
Supervising Real Property Agent has separately met
with Title companies not currently providing service to
the City and concluded only 1 Title company not
currently providing services to the City was both
qualified to do so and willing to do so but only if the
City would pay for themto hire 1 full-time Title
Examiner.”

Based on the Division’ sresearch, it is currently not feasible to
add to the list of title companies with which the City deals.
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However, since economic conditions may change in the future,
the Division should periodically survey local title companies to
attempt to expand itslist of qualified title insurance companies
that the City can use.

We recommend that the Division:

Recommendation #10

Periodically survey local title companies and attempt to
expand thelist of qualified title insurance companiesthe
City can use. (Priority 3)

TheDivision’'s
Filing System
Caused
Operational
Inefficiencies

The Real Estate Division generates and maintains an enormous
number of documents. A 1998 document inventory the Division
conducted disclosed that, over the years, the Division had
accumulated over 6,700 lineal file inches of documents stored
in over 430 file drawers. These document files were located
not only in the Division's Central Files, but also in the City’s
offsite storage and the Division staff’s cubicles.

In addition to property appraisals, the Division’s work includes
property acquisition; property management (both “City as
Tenant” and “ City as Landlord”); property maintenance and
disposition of City-owned properties no longer required for
facility and/or operationa needs; and relocation of business and
residential tenants City projects displaced. These activities
generate various types of documents, such as deed and title
information, relocation plans, purchase or rental contracts, and
property agent activity journals and summaries of negotiations.
The documents from the Division’sreal estate transactions are
of current importance not only to the Division, but also to other
City departments that may need to know the ownership status,
easement restrictions, or other information regarding specific
properties or transactions. In addition, the Division's
documents have historical value which may prove to be
important sometime in the future. For example, the Division’s
files contain original documents dating back as far as the mid-
1800'’s, describing the original downtown area.

Over aperiod of more than 20 years, the Division developed
various filing systems. However, due to limited resources,
none of these systems were successfully implemented and
maintained. According to Division Management, “(N)one of
these filing systems have adequately addressed the on-going
and long term needs of the City to be able to provide adequate
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security and an efficient retention and retrieval system.”
Consequently, in 1997 the Division hired a consultant to

conduct an analysis of its filing system to determine if there are
problems associated with finding files.

The consultant identified operational inefficiencies resulting
from an ineffective filing system. The consultant’s review
included asking the Division’s Property Agents to find a sample
of activefiles. Thefollowing are examples of the consultant’s
findings:

e The agent went directly to MetroScan to look up the

Assessor’s Parcel Number (APN). The APN wasnot in
MetroScan, leading the agent to believe the APN had
been changed. He looked up the APN in a database and
spreadsheet. The agent found the number and project
name in the spreadsheet. Once the agent found the
project name, the agent determined that it was a Deed
file on which he had worked, and which agent was in
charge of the project. The agent in charge of the
project file was not in the office. The agent looking for
the file did not know where the file was located in the
other agent’ s cubicle and was reluctant to search
through the cubicle. Therefore, the actual file was never
located.

The agent began by wandering through the cabinetsin
the Division’s Central Files, then looked in the Index of
Files. Sincethe APNs are not recorded in the Index of
Files, the agent began looking through his cubicle.
After finding the file, the agent indicated that there
would not be any record of the filein the Real Estate
Division because it was a “miscellaneous project” that
he had been told to handle personally.

The agent went first to the Index of Files. The agent
assumed that it was some sort of Water Pollution
Control file. Again, sincethe APN isnot logged in the
Index of Files, the agent began looking through the
Centra Files, but was unable to locate thefilein
question.

Initsfina report the consultant noted that several of the
Division’s Property Agents kept historical filesin their cubicles
for fear that they would get lost if stored in the Central Files.
Therefore, such files were unavailable to other agentsin the
absence of the original agent.
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In addition, the consultant found the following problematic
factors contributing to the challenges associated with locating
or retrieving Division files:

¢ Inconsistent project file identification;

¢ Inconsistent folder labeling and mis-labeling of folders;
¢ Inconsistent document order within file folders;

¢ Inconsistent implementation of filing procedures;

e Absence of acomprehensive divisiona filing system;

¢ |naccurate data entry; and

¢ Individual rather than divisional control of files.

From our discussions with Division staff, we learned that the
current condition of the document filesis about the same asin
1998. Our observations and experience in trying to locate the
document files we needed for our review confirmed what staff
told us. Initially, we could not find many of the real estate
appraisal files or documents we requested for review. With the
help of Division staff, we eventually found the files, however,
certain processing information and documents (such as
appraisal review checklists, Parcel Diaries, etc.) were still
missing from 57 of 79 appraisal report files.

It should be noted that the Division has aready made some
improvementsin itsfiling system. These improvements
include:

e Upgraded filing supplies. The Division has expended
$3,300 to purchase new file folders and related filing
supplies to upgrade and standardize its appraisal and
property management filing systems.

e Written filing and labeling procedures. The Division
has prepared and implemented written procedures that
describe in detail the process and forms used in
administering and filing property appraisals. As
discussed on page 35 of this report, these procedures
need to be formalized in the prescribed Department of
Public Works format.

The Division has also purchased but not yet completely
implemented a computerized File Locator Database that will
help in locating files and linking different types of files. We
discuss the File Locator Database in detail on page 31.
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Records Retention
System Budget
Proposal For 2000-
2001 and 1999-2000

For the 2000-2001 budget process, the Division submitted the
following budget proposal for arecords retention system:

e $629,500 (one-time) to retain a consultant and fund
associated supplies, software and equipment, and
conversion of all of the Division’ s existing filesto
implement a comprehensive records retention and
retrieval system.

e $45,000 (on-going) for a Senior Records Clerk and
supplies to implement and maintain a records retention
and retrieval program.

The Division also submitted a similar budget request for
$645,000 during the 1999-2000 budget process. According to
Division Management, the following are the objectives of the
records retention system the Division needs:

e Help staff to efficiently organize and retrieve Red
Estate files and the documents within the files.

¢ Allow management to track progress related to projects
and prepare management reports for performance
measurements.

In Appendix E, we compare the advantages and disadvantages
of the proposed Comprehensive Records Retention and
Retrieval System with the Division’s current filing procedures
and practices.

Follow-Up Of
Organizations Who
Considered The
Proposed System

The consultant the Division hired to review itsfiling system
also recommended the software that would be the basis for the
Division’s Records Retention and Retrieval System. In his
report, the consultant listed five organizations (one private
company and four Californiacities) as references for the
recommended software.

We contacted the five organizations and learned that, although
they considered the software the consultant recommended, none
of them actually purchased the software and three of them have
devel oped their own databases using MS Access. Another
organization is also developing its own database, but using a
different off-the-shelf software, Paradox. According to the
organizations we contacted, the advantages of using off-the-
shelf software are its low cost, flexibility, and ease of

mai ntenance.
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Finally, even the consultant himself admits that the software he
recommended may now be outmoded. The consultant stated
that, considering the pace of technologica advances, the
recommendation made over two years ago may no longer be the
most appropriate for the Division. According to the consultant,
the City will need to essentially start over in researching what is
available now to fit the City’s current requirements to manage
and store computerized records.

Computerized File
L ocator Database
Program

In January 2000, the Division contracted with a programmer-
consultant, to create a computerized database program to help
manage the Division’s project files. The Division paid the
consultant aflat fee of $4,995.

The agreement required the consultant to perform the following
services:

e Create a computerized database program utilizing
custom M S Access 2000 templates regarding Real
Estate Division files;

e Design aseriesof “screens” and “links’ for different
types of files (e.g.: Appraisal, Acquisition, City Owned
Properties, Dedications, Deeds, Property Management,
Relocation, and Title Services), and fields for each type
that will allow users to view and search for files within
each type;

e Design aseriesof “screens’ and “links” utilizing up to
six universal fields (e.g., Assessor Parcel Number)
allowing usersto view al files, regardless of type; and

e Design an“icon” which may be placed on the desktop
of specified City employees so that by clicking on the
icon, the user has direct access to the subject program.

The main feature that this program can contribute to the
Division’sfiling system is the capability to cross-reference files
from the Division’s various functions. Asdesigned, the File
Locator Database program can al so:

e Providethe ability to link the various Real Estatefiles,
namely the Appraisal, Acquisition, City Owned
Properties, Dedications, Deeds, Property Management,
Relocation, and Title Servicesfiles;

e Automate the tracking of files from the different
sections of the Division;
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e Allow staff to search for files with the use of the
database’ s “word search” facility;

e Provide abasisfor consistency and discipline through
the use of database input templates in recording project
information from the files; and

¢ Provide adatabase that the Division can use to
summarize data for statistical and reporting purposes.

The consultant designed the File Locator Database as a
relational database consisting of severa component tables (one
for each type of Real Estate file, such as Appraisal, Acquisition,
City Owned Properties, Dedications, Deeds, Property
Management, Relocation, and Title Services). Thetables
utilize up to six universal fields (such as Assessor Parcel
Number). The universal fields serve aslinks to allow usersto
view al files, regardless of type, and summarize data for
statistical and reporting purposes.

The Division Wants
To Retain A
Consultant And
Hire Additional
Staff To Determine
Whether To
Implement The File
L ocator Database
Or An Alternate
Program

The Division has not yet completely implemented the File
Locator Database Program. To utilize the File Locator
Database Program to the fullest, the Division needs to input the
data for each type of Real Estate file. Using existing staff,
Division Management estimates that it will take more than
eight yearsto completely input its files.

We contacted the vendor and the City’s Information
Technology (IT) staff and we learned that there may be waysto
expedite the inputting of datainto the File Locator Database
Program templates. For example, the vendor or the City’s 1T
staff can assist the Division in importing the data that the
Division has already entered in Excel spreadsheetsinto Access
filesthat the File Locator Database Program currently uses. In
fact, Division Management has already discussed this type of
assistance with the IT staff. However, Division Management
stated that significant clerical effort is still needed to “clean up”
the imported data. Such clerical effort would include, for
example, standardizing the nomenclature in street addresses,
cleaning up any “bad” datathat was originaly in the Excel
files, and inputting data missing from the Excdl files.

Furthermore, Division Management is uncertain whether the
File Locator Database Program is compatible with the City’s
overall records management strategy and other City systems.
The Division wants to retain a consultant for $50,000 (one-
time) and hire a Senior Records Clerk at $47,721 (on-going) “to
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assist in the analysis, design, vendor selection, system
implementation, and ongoing maintenance of arecord retention
and retrieval system, which will be compatible with the City’s
overal records management strategy and systems currently
under development.” The Division expects to retain the same
consultant that the City Administration is currently using to
devel op the Citywide automated records management system.

Finally, according to Division Management, the design of the
File Locator Database Program currently does not provide the
ability to identify specific documents for purging and lacks the
statistical functions needed to support productivity tracking and
management reports. However, because the File Locator
Database Program is a Microsoft Access program, a
knowledgeable programmer can upgrade the program to
accommodate those functions.

In our opinion, the Division should augment its requested
consultant services to include an assessment of whether the File
Locator Database Program is compatible with the City’s overall
records management strategy and other City systems and can be
upgraded to provide the ability to identify specific documents
for purging and statistical functions needed to support
productivity tracking and management reports.

We recommend that the Division:

Recommendation #11

Augment itsrequested consultant servicesto include an
assessment of whether the File Locator Database Program
iscompatible with the City’s overall recor ds management
strategy and other City systems and can be upgraded to
provide the ability to identify specific documents for
purging and the statistical functions needed to support
productivity tracking and management reports. (Priority 2)

File Locator
Database Program
User Manual

We observed the Division staff test the File Locator Database
Program using sample project files. We noted that the program
appeared to be functioning as described in the contract.
However, an important piece that is still lacking is a complete
user manual. The Division can enhance the program’s
usefulness and security by documenting the following in a user
manual:
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Description of the system, including purpose, history,
authorship, input sources, and reports generated;

Inventory of equipment and software, including cost and
warranty information;

Description of database structure and field definitions,
including documentation, testing procedures, and
approval of database system changes,

Statement of responsibilities and approval authorization,
identifying the persons or positions responsible for
specific activities and functions;

Procedures and schedule for input, update, and
mai ntenance;

Audit procedures to ensure accuracy and completeness
of entries;

Backup and recovery plan, including schedul e of
periodic testing of the disaster recovery plan;

Offsite storage of backup files;

Description of system security, including a policy
regarding the use and safeguarding of passwords; and
Documented supervisory review to ascertain that

specific activities and functions are performed as
scheduled.

If the Division decides to enhance and implement the File
Locator Database Program, it should write a user manual such
as the one described above and conduct staff training on the use
and maintenance of the database program.

We recommend that the Division:

Recommendation #12

Write a user manual and conduct staff training on the use
and maintenance of the File Locator Database Program if it
decides to enhance and implement the Database.

(Priority 3)
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TheDivision Lacks
Written Procedures
And Those Written
Procedures |t Does
Have Are Not In
The Prescribed
DPW Format

Written policies and procedures are an essentia part of an
organization'sinternal control structure. Policies are generdl
statements that guide thinking and action in decision-making.
Procedures detail the manner in which staff should perform
their duties in implementing the policies. Procedures consist of
a set of specific steps in chronological order and serve as a
guide to action.

Aswe have discussed in this report, Real Estate Division
procedures are lacking or inadequate in the following aress:

e Selection of independent appraisers (see page 18);

o Title services (see page 24); and

¢ Use and maintenance of the File Locator Database
Program (see page 33).

In addition, we recommended improvements in the procedures
for property appraisal review and administration (See page 12).

To be useful, these policies and procedures must be in writing,
current, and complete. So that the Division will be consistent
with Department of Public Works (DPW) practices, the
Division should write the proceduresin the format the
Department uses. The DPW procedure format shows the
following items:

e Purpose of the procedure;

e Background;

e Policy;

e Sequence of activities,

e Forms used;

e Definitions; and

o Department Head approval.
Policies and procedures (1) reduce the need for managerial
direction of routine matters, (2) improve efficiency through
standardization of actions, (3) facilitate the training of
personnel, and (4) document institutional knowledge so that
operations can continue in the absence of key employees. By
writing the procedures and keeping them in manuals, the

Division can make policies and procedures easily accessible to
staff.

35



Property Appraisal Process

We recommend that the Division:

Recommendation #13

Write current and complete Real Estate Division policies
and proceduresin the prescribed Department of Public
Worksformat. (Priority 3)

The Division Can
Improve Its Project
Tracking System

In his June 1999 budget memorandum, the Mayor directed the
City Administration to implement Performance Based
Budgeting. According to the Mayor, “We must do more for
less. Performance Based Budgeting (PBB) systems stress
results, measurement and management accountability for
achieving specific service outcomes in terms of satisfaction,
costs and quality of services.”

The Division has started to implement Performance Based
Budgeting in its operations. The Division has held several
training sessions on the City Administration’s Investing In
Results program. However, in our opinion, the Division still
lacks the means to collect the information required to make
performance measurement meaningful and accountable. For
example, the Division lacks a project tracking system to
measure the timeliness of its services.

We noted that the Division maintains a Work Request File.
Thisfile shows the work request title, activity or function, work
request number, requesting department, receipt date, file
number, fund number, and status of request. However, we
noted that the Division does not complete the Due Date field in
the Work Request form.

As aresult, the Division does not have the ability to effectively
track how successful it isin completing work requests on time
not only for property appraisals, but also other types of projects
the Division undertakes.

In our opinion, the Division should develop a project tracking
system to track target dates versus actual dates for appraisal
projects, aswell as other Division projects. Such a system will
help the Division meet its target dates, be more responsive to its
customers, and provide the Division with information for
reporting and performance measurement purposes.

We recommend that the Division:




Finding |

Recommendation #14

Develop a project tracking system that will track targeted
and actual dateson a project by project basis. (Priority 3)

CONCLUSION

Our audit of the Department of Public Works Real Estate
Division disclosed that

e The Division can make the appraisal review process
more efficient;

e The Division does not competitively select contract
appraisers,

e The Division can improve its documentation of the
appraisal process;

e The Division does not sufficiently cross-train staff to
perform title report services;

e The Division’sfiling system caused operational
inefficiencies,
e The Division lacks written procedures and those written

procedures it does have are not in the prescribed DPW
format; and

e The Division can improve its project tracking system.

The Real Estate Division can improve its administration of the
real estate appraisal process by (1) ensuring that staff comply
with the ten-business days requirement for appraisal reviews,
(2) specifying the expected completion date for the entire
appraisal review and approval process in the Work Request
form, (3) developing a competitive process for contractor
selection, (4) improving its documentation of appraisal reviews,
(5) training backup staff to perform title report services, (6)
continuing development of its File Locator Database Program,
(7) developing written procedures, and (8) developing a project
tracking system that will track targeted and actual dates on a
project by project basis.
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RECOMMENDATIONS

Recommendation #1

Recommendation #2

Recommendation #3

Recommendation #4

Recommendation #5

Recommendation #6

Recommendation #7

Recommendation #8

Recommendation #9

We recommend that the Real Estate Division:

Implement staff assignment and monitoring proceduresto
ensurethat staff adhereto the ten-business days
requirement to complete appraisal reviews. (Priority 3)

Specify the expected completion date for the entire
appraisal review and approval processin the Work Request
form. (Priority 3)

Establish a competitive process for selecting independent
appraisersfor future property appraisal Master
Agreements. (Priority 3)

Establish proceduresthat require staff to (a) take at least
two quotes when letting out an appraisal project to an
independent appraiser; (b) document individual quotesfor
appraisal projects; and (c) justify in writing the selection of
an independent appraiser other than the low bidder.
(Priority 3)

Ascertain that the appraisal reviewers comply with the
requirement to completethe appraisal review checklists for
all appraisal reviews. (Priority 3)

Requirethe appraisal staff to keep a Parcel Diary for each
appraisal and tofileit with the appraisal report and
appraisal review. (Priority 3)

Requirethe staff to document in the appraisal fileshow the
staff resolvesthe appraisal reviewer’sfindings. (Priority 3)

Complete the missing or incomplete entriesin the Appraisal
Inventory spreadsheet. (Priority 3)

(a) Establish performance criteria and qualificationsfor
staff assigned to perform title services; (b) writethetitle
services proceduresthe Real Estate Division provides; and
(c) assign and train backup staff to perform title services.
(Priority 3)



Finding |

Recommendation #10

Recommendation #11

Recommendation #12

Recommendation #13

Recommendation #14

Periodically survey local title companies and attempt to
expand thelist of qualified title insurance companiesthe
City can use. (Priority 3)

Augment itsrequested consultant servicesto include an
assessment of whether the File Locator Database Program
iscompatible with the City’s overall recor ds management
strategy and other City systems and can be upgraded to
provide the ability to identify specific documents for
purging and the statistical functions needed to support
productivity tracking and management reports. (Priority 2)

Write a user manual and conduct staff training on the use
and maintenance of the File L ocator Database Program if it
decides to enhance and implement the Database.

(Priority 3)

Write current and complete Real Estate Division policies
and proceduresin the prescribed Department of Public
Worksformat. (Priority 3)

Develop a project tracking system that will track targeted
and actual dateson a project by project basis. (Priority 3)
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